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PREAMBLE 


The Provincial Auditor reported on Emergency Health Services in Section 3.09 of 
the 2000 Special Report on Accountability and Value for Money. The Standing 
Committee on Public Accounts held hearings on this audit report on December 
14, 2000 and February 21, 2001 with representation from the Ministry of Health 
and Long-Term Care. This report constitutes the Committee’s findings and 
recommendations on this subject.’ 


The Standing Committee on Public Accounts extends its appreciation to the 
officials from the Ministry of Health and Long-Term Care for their attendance at 
these hearings. Furthermore, the Committee acknowledges the assistance 
provided during the hearings by the Office of the Provincial Auditor, the Clerk of 
the Committee, and staff of Legislative Research and Information Services. 


1. INTRODUCTION? 


The provision of ambulance services in Ontario is governed by the Ambulance 
Act. In this legislation, the duties and powers of the Minister of Health and Long- 
Term Care include ensuring the existence throughout Ontario of a balanced and 
integrated system of ambulance services and communication services used in 
dispatching ambulances. 


Under the Local Services Realignment initiative the province transferred 
responsibility for funding land ambulances to municipalities, with the province 
funding 50% of the approved costs of land ambulance services. The deadline for 
municipalities to assume responsibility for providing land ambulance services was 
January 1, 2001. At the time of the audit, five municipalities had assumed 
responsibility for operating their ambulance systems. The Ministry of Health and 
Long-Term Care (the Ministry) will remain responsible for ensuring that 
minimum standards are met for all aspects of ambulance services. 


1.1 Audit Report Findings’ 


Under the Ambulance Act, the duties and powers of the Minister of Health and 
Long-Term Care include ensuring “the existence throughout Ontario of a 
balanced and integrated system of ambulance services and communication 
services used in dispatching ambulances”. During the 1999/2000 fiscal year, 
Emergency Health Services' expenditures, prior to recoveries from municipalities 
for their portion of ambulance operating costs, were approximately $404 million. 


The Provincial Auditor identified the following major concerns in the audit 

report: 

- Land ambulance services were being realigned to municipalities at a time 
when over 50% of land ambulance operators were not meeting response time 
requirements, which were based on 1996 actual response times. In addition, 
these requirements varied widely across the province. 





« The Ministry estimated that an additional $40 million annually and $11.6 
million in one-time funding were needed to meet established response time 
requirements. 


¢ The risk of poor response times was increased because, as stated by the 
Emergency Services Working Group, 36% of the time that hospitals requested 
redirect consideration and critical care bypass, their emergency departments 
were not at full capacity. 


¢ The realigned land ambulance system may not provide a balanced and 
integrated system of services and may be more costly to Ontarians. The 
Ministry estimated that in the year 2000, an additional $53 million would be 
needed to maintain the existing level of service, which was already not 
meeting response time requirements. 


The Provincial Auditor made a number of recommendations for improvements to 
ambulance services and received commitments from the Ministry on corrective 
actions. 


1.1.1 Committee’s Conclusions and Recommendations 


The Standing Committee on Public Accounts endorsed the Provincial Auditor’s 
recommendations in the 2000 audit report on Emergency Health Services, and 
recommended their implementation by the Ministry of Health and Long-Term 
Care. The Committee has prepared additional recommendations in this report, 
based on its findings during the hearings. 


Auditee’s Response to the Committee’s Report 


The Standing Committee on Public Accounts requests that the Ministry of Health 
and Long-Term Care provide the Clerk with a response to this Committee report 
within one hundred and twenty days of its tabling with the Speaker, Legislative 
Assembly of Ontario. 


2. LAND AMBULANCE PROGRAMME 


2.1 Local Services Realignment 


The Province of Ontario Annual Report 1998/99 stated that "the goal of Local 
Services Realignment is to improve accountability, reduce waste and duplication, 
and provide better government services at a lower cost to Ontario taxpayers. 
Provincial and municipal services are being realigned in order to provide the best 
possible services at the lowest possible cost." 


2.1.1 Transition 


The Ministry of Health and Long-Term Care agreed to five fundamental 
principles for the delivery of land ambulance services; namely, seamlessness, 
accessibility, accountability, integration, and responsiveness. In 1998, the Land 


Ambulance Transition Task Force made recommendations to ensure the 
continuation and enhancement of a patient-focused ambulance system. Most of 
the recommendations were accepted by the Ministry and were in varying stages of 
implementation at the time of the audit. 


In early 1999, the Ministry and the Association of Municipalities of Ontario 
established the Land Ambulance Implementation Steering Committee (LAISC) to 
facilitate, monitor and evaluate the transfer of services. At the time of the audit, 
signed agreements with municipalities did not include funding arrangements and 
the Ministry needed to develop performance measures and reporting requirements 
to ensure the integrated system. 


The Provincial Auditor recommended that the Ministry should ensure that after 
realignment has been completed, the provincial land ambulance system is 
seamless, accessible, accountable, integrated, and responsive. In response, the 
Ministry stated that municipalities sign a Memorandum of Agreement with the 
Ministry, and the Ambulance Act and Regulations establish standards for 
ambulance operations. Furthermore, it would monitor the transfer of 
responsibility and assess the impact of realignment in July 2001. 


Committee Hearings 


The Committee addressed several transition-related matters, which included 
service quality and delivery standards, funding arrangements, the role of the Land 
Ambulance Implementation Steering Committee, provincial-municipal 
contractual arrangements, and monitoring by the Ministry. 


In January 1998 each upper-tier municipality became responsible for funding 
costs associated with the provision of land ambulance service within its area. The 
legislation required the transfer of service from the province to a designated 
municipality or delivery agent.” The Ministry indicated that through the 
certification process, the Ambulance Act now contains significant assurances of 
quality ambulance services.” 


LAISC has worked collaboratively to resolve ambulance transition issues. 
Ministry consultations are ongoing with municipal representatives through LAISC 
and directly with municipalities. The province has approved a funding template 
for cost-sharing land ambulance services on a 50-50 basis, and a subcommittee of 
LAISC has been formed to review all standards related to ambulance services, 
including such matters as response times.° 


On assuming responsibility for land ambulance services, upper-tier municipalities 
sign a memorandum of agreement with the Ministry. All municipalities have 
assumed responsibility, and have been certified on service standards.’ The 
Ministry will monitor the transfer of responsibility through operational reviews, 
inspections, investigations, and the central ambulance communications centres. 


The Ministry of Health and Long-Term Care indicated that preliminary 
discussions with field office staff on the monitoring of land ambulance 


4 





realignment would occur by December 2000, with a database being developed in 
2001 to link to the operational review database. The field office contact report 
format and database, which has been under development in 2001, is to be tied into 
the operational review database.” The Ministry indicated that it would monitor 
the transfer of responsibility and it is committed to assess the impact of 
realignment in July 2001 through the field offices and corrective measures are to 
be undertaken in co-operation with each municipality. '° 


Committee Recommendations 


The Provincial Auditor noted that studies and reports have identified concerns 
that the realigned process may not provide a balanced and integrated system of 
services, and that it could result in increased costs. The Committee acknowledged 
that steps have been taken to ensure a successful transition, through service and 
delivery standards, funding, contractual arrangements, and monitoring. However, 
it questioned whether municipalities would be able to maintain continuous 
ambulance service following January 2001 and the extent to which benefits would 
accrue over the short term, following the divestment of land ambulance services 
to municipalities."! 


The Committee has concluded that following the transition period, the challenge 
will be to maintain an integrated and responsive system. In conjunction with the 
planned assessment of the impact of realignment due in July 2001, and ongoing 
monitoring, an action plan will be required to provide corrective measures. 


The Committee therefore recommends that: 


1. The Ministry of Health and Long-Term Care’s assessment of the 
realignment of land ambulance services should include such matters as 
the maintenance of standards, the financial impact for municipalities and 
the province, and a determination whether this initiative is providing 
seamless, accessible, accountable, integrated and responsive services. The 
Committee should be provided with a copy of this assessment. 


2. In conjunction with the impact assessment (July 2001), outstanding 
matters should be addressed by the Ministry of Health and Long-Term 
Care, and timelines for corrective measures and resource requirements 
should be established. 


2.1.2 Responsibility for Dispatch 


The Ministry is responsible for the full cost of operating the 19 central ambulance 
communication centres (CACCs) in Ontario, which co-ordinate and direct the 
movement of all land ambulances. As part of the realignment, municipalities 
providing ambulance services outside their own boundaries can bill other 
municipalities for these services. 


The LAISC dispatch subcommittee considered options for governance, 
management and control of land ambulance dispatch services, including the 
possible transfer to municipal management. In December 1999, the subcommittee 





agreed on several principles related to, for example, equipment availability for 
emergency calls, a municipality’s right to manage dispatch if it wishes, and 
municipal control of dispatch protocols. However, the principle of an accessible, 
integrated, accountable and responsive system must be upheld. The Ontario 
Hospital Association has maintained that ambulance dispatch services should 
remain a provincial responsibility to ensure that ambulance services are co- 
ordinated and seamless. 


The Provincial Auditor recommended that the Ministry and municipalities should 
work to ensure that municipal boundaries do not impair the delivery of ambulance 
services to patients or add significantly to costs. The Ministry indicated that 
through field offices and CACCs, it is now working with municipalities to address 
boundary issues, and seamless ambulance service. 


Committee Hearings 


The Ministry has worked with municipalities as they assume responsibility for 
land ambulance services, and it is addressing boundary issues through the field 
offices. Furthermore, CACC advisory committees have been established to work 
with municipalities, to monitor service delivery near and across municipal 
boundaries, ensuring seamless service delivery. '? Operational reviews will be 
conducted on a regular basis on the dispatch centres. Seven operational reviews 
by ambulance personnel have been planned for dispatch centres in 2001 to assess 
compliance with performance agreements and the level of dispatch services. 
Also, special inspectors will conduct random inspections of the dispatch centres, 
and the land and air ambulance services. 


The Committee enquired about provincial assistance to offset costs associated 
with reciprocal dispatching provisions between neighbouring communities. 
Additional resources for dispatch centres may be required to cover training and 
technical staff. The Ministry confirmed that it is committed to providing 
additional resources for dispatching. '* 


Committee Recommendation 


The delivery of seamless ambulance services is an overarching priority and 
municipal boundaries must not interfere with the delivery of services and/or 
contribute to costs. The Ministry has committed to resolve the boundary issues 
with municipalities through a managed approach, providing additional resources 
for dispatching. 


Standardized response dispatch practices and procedures would help to ensure the 
economical and uniform delivery of services, across municipal boundaries. 
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The Committee therefore recommends that: 


3. The Ministry of Health and Long-Term Care should establish provincial 
standards governing dispatch practices and procedures to ensure 
seamless land ambulance services within and between municipalities. 
Furthermore, provincial standards should be established governing the 
implementation of these procedures and an Emergency Health Services 
cost-sharing formula should be developed for cases involving two or more 
municipalities. 


2.1.3. Realignment Costs and Funding 


The Ministry estimated that realignment costs associated with moving land 
ambulance services to the municipalities will increase the total annual expenditure 
by approximately $12 million in 1999 and an additional $53 million in 2000, 
through alterations to the funding template. These figures do not include the costs 
associated with municipal administration or increased and paramedic wage rates, 
and inter-municipal billing for services. In addition, transferring the 
responsibility for land ambulance services to municipalities has resulted in one- 
time transition costs. 


Although the province announced in March 1999 that it will fund 50% of the 
approved costs of land ambulance services effective January 1, 1999, at the time 
of the audit, the approved costs had not been defined. Until they are defined, the 
ability of the Ministry and municipalities to budget for future program costs is 
limited. 


The Provincial Auditor recommended that the Ministry should ensure that funding 
provided to municipalities is reasonable and equitable which would require an 
assessment of relative need. The Ministry and LAISC have established a 
subcommittee to review and make recommendations on standards and costs. The 
Ministry has defined the basis for determining which municipal costs will qualify 
for provincial funding. 


Committee Hearings 


As of December 2000, 18 upper-tier municipalities had assumed responsibility for 
ensuring the provision of land ambulance services in their respective 
communities. An additional 32 municipalities assumed responsibility by the 
legislated deadline of January 1, 2001.'° Contracts have been signed with all of 
the upper-tier municipalities, with the designation of delivery agent. The 
contracts in the land ambulance system cover 22 private operators, 22 hospitals, 
25 directly operated municipal services, two boards, and seven volunteer 

Services. 


In the course of the hearings, the Committee considered various aspects of the 
financial implications of realignment, which have been addressed in this section 
of the report. These include the Ministry’s funding template, the annual budget 
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process and special funding provisions, response standards and related costs, and 
expenditures incurred in the divestment process. 


Provincial Funding Template 


In January 1999, approximately 60% of the operators were not meeting the 1996 
response time standards. Negotiations with municipalities resulted in a list of 
approved expenditures that were incorporated into the Ministry’s Land 
Ambulance Approved Cost Funding Template.'’ The template sets out approved 
land ambulance costs for the purpose of provincial cost-sharing, based on actual 
response times prior to divestment. However, it does not take into account the 
additional costs required to meet the 1996 response time standards. In some 
instances, municipalities have indicated that they that would be prepared to 
provide the necessary funding to improve response times.'® 


The template provides for the sharing of the approved cost of land ambulance 
services with municipalities on a 50-50 ratio beginning January 1, 1999, including 
additional costs incurred by municipalities for such items as the fuel, insurance, 
liability and taxes.'” The Ministry’s funding template was distributed to all 
municipalities in October 2000. The Ministry confirmed that it is committed to 
funding 50% of the costs to meet mutually agreed-upon standards, but that it has 
to complete its review to determine the actual costs. ° The main expenditure items 
covered in the template are: 


« vehicle purchases and operation, including maintenance and repair; 
« patient care equipment and supply purchases, repair and maintenance; 


« paramedic staffing (the same type and hours of paramedic staff in place at the 
time of assumption) and paramedic training; 


« administrative costs and severance costs, taxes and insurance; 
« new experience rating assessments; 

e« ambulance stations; 

«  inter-facility transfers; 

- base hospital costs; and 


21 
- first response teams. 


In addition, the funding template covers certain administrative costs up to 10% of 
total expenditures, which are currently being determined with municipalities. 
Agreement was not reached on wages and other matters such as carrying costs on 


buildings.” 


Annual Budget and Special Funding 
At the time of the hearings municipalities were preparing budget submissions 
based on the approved costs template for the current fiscal year.“ The 


Emergency Health Services’ head office will review all submissions prior to final 





approval to ensure the consistent application of the template. A commitment had 
not been made to those costs associated with achieving response time standards. 


The Ministry provided the following interim breakdown on the 2000/2001 
expenditures for Emergency Health Services as supplementary information in 
April 2001: 


The $404M referred to represents the total 
budget for a complete fiscal year. In addition to 
land ambulance funding this amount includes air 
ambulance, dispatch, head office, and base 
hospitals, the cost of systems support, vehicles 
and related equipment and other costs. 


The $280M referred to [at the hearings] is for 
the land ambulance operations only; accordingly 
it represents a subset of the total branch budget. 


The $30M referred to is the additional cost 
(provincial 50% share) associated with 
implementing the Government approved cost 
sharing agreement (the funding template). The 
$30M is for higher costs for administration, 
vehicles and related equipment, insurance, 
facilities cost and other costs, which the 
municipal sector is incurring to manage land 
ambulance operations in their respective areas. 
This additional cost is not for response time 
improvements or other service enhancements. 


The $280 million is the current budget figure for land ambulance services and it 
does not account for future costs related to the realignment process. 


Consideration for funding would be given to special circumstances, provided that 
the municipality is able to make a business case. The Ministry indicated that it 
has not determined the terms for such considerations, but that they would be 
based on unique circumstances:”” 


The one commitment that we [the Ministry] did 
make to all of the municipalities, however, was 
that we wouldn't do one-offs [one-time funding] 
in terms of giving something to somebody that 
we wouldn't give to somebody else. I think what 
will happen is that we will be discussing all of 
the special circumstances with all of the 
committee when they come up. They would be 
anything unusual that's sort of out of the normal 
course of things [e.g., fire damage to an 
ambulance fleet and station].”° 





Response Standards and Costs 


According to the Ministry, the template for base current costs has been addressed 
and now it is engaged in discussions on response time standards.~’ 

At issue is whether all municipalities will be able to manage their financial 
responsibilities following the realignment process.”® 


A Ministry consulting report confirmed that transferring land ambulance services 
to municipalities would add an additional $53 million in 2000 to the annual cost 
of providing existing service levels. The additional cost to bring municipalities 
up to 1996 standards was estimated by the Ministry to be $40 million annually in 
operating expenditures and $11.6 million in one-time funding. 


The Ministry, in partnership with LAISC, established a subcommittee to review 
and make recommendations on standards and costs. The subcommittee has 
finalized its report on costs; however, the final format of the funding formula is 
pending municipal consultations and input from the provincial government.” 


Divestment Costs 


The divestment process includes extraordinary costs incurred and general cost 
increases. The Committee enquired about divestment costs paid to operators, and 
the costs related to severance and lease-breaking.”” 


The severance costs are available, but some of the leases have not been finalised, 
and the divestment and compensation costs are outstanding.*’ The Ministry 
provided the Committee with the attached supplementary information on the 
divestment process, which includes the costs paid to operators, and expenditures 
related to severance claims and lease-breaking: 


«private ambulance operators received one-time compensation payments of 
$24.9 million for the loss of their business relationship with the province 
during the 1999/2000 fiscal year; 


. most severance claims for 1999/2000 and 2000/2001 have been received, 
audited and paid. The total is $33.1 million; 


. lease cancellations are being negotiated successfully and several settlements 
have been reached out-of-court, resulting in costs well below the original 
forecast. The Ministry is continuing to negotiate the lease cancellations and 
the partial list of these cancellations 1s expected to be $1.2 million at the end 
of 2000/2001. Cancellations will continue thereafter until all are completed. 


The Ministry confirmed that the realignment costs include the pre-divestment 
costs and the one-time cost of assuming the service. The municipalities will 
receive current costs, for example, vehicles as provided in the template, and 
special municipal costs are to be submitted to the Ministry for review. > The final 
determination of what costs will be borne by municipalities and the province is 


outstanding. 
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Committee Recommendation 


The Committee enquired about the financial impact of realignment on 
municipalities in assuming responsibility for ambulance services. The Ministry’s 
funding template, response standards, special funding, and divestment costs were 
considered in this equation. The Provincial Auditor pointed out the need to assess 
relative needs and to ensure equitable funding across the province for these 
services, thereby defining the costs that qualify for provincial funding. As noted, 
a final determination of costs to be borne by municipalities is outstanding. 


The Committee asked for clarification in June 2001 on several matters related to 
the financing of the realignment process, and shared funding, and the unresolved 
issue of response time standards.** This request addressed the following matters: 


¢ current estimated cost for municipalities to achieve the 1996 response time 
standards; 


¢ current and planned provincial/municipal breakdown on the cost sharing 
arrangement; 


e municipal costs incurred where the provincial share is less than 50%; 


e any new provincial response time standards agreed to, and the cost-sharing 
arrangement to achieve these standards; 


e actual response times achieved in 2000 and comparisons to the 1996 response 
time standards; and 


e any benchmarks in other jurisdictions for response time standards, with 
relevant financial information regarding these jurisdictions. 


The Ministry's response indicated that many of the above matters were still under 
negotiation with municipalities. The Committee has therefore concluded that an 
assessment of the overall realignment costs is required, to clarify the financial 
impact of realignment. This assessment is needed to ensure that provincial 
funding to municipalities is reasonable and equitable, taking into account 
divestment costs, extraordinary municipal costs, general cost increases and related 
risks.°> Also, the findings of the LAISC subcommittee on standards and costs for 
ambulance services must be be taken into account in this assessment.*° 


The Committee therefore recommends that: 


4. The Ministry of Health and Long-Term Care should determine the 
immediate and long-term municipal costs associated with providing 
Emergency Health Services, and undertake to ensure that provincial 
funding is reasonable and equitable. The Ministry’s calculations on 
overall costs and provincial funding should be submitted to the Clerk, 
Standing Committee on Public Accounts by September 1, 2001. 
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2.2 Response Times 
2.2.1 Ambulance Response Times 


At the time of the audit, regulations under the Ambulance Act prescribed land 
ambulance response times for code 4 emergency calls, based on actual response 
times achieved in 1996. Response times for other types of calls were not covered 
by regulations under the Act. The Auditor found that there were wide ranges in 
code 4 response time requirements throughout the province. As well, there were 
inconsistent requirements within municipalities where there was more than one 
operator. 


The May 2000 regulations do not specify response time requirements for 
ambulance operators. However, operators must meet the criteria set out in the 
Ministry's Land Ambulance Certification Standards, which currently require 
operators to meet requirements based on 1996 response times. 


The Provincial Auditor recommended that ambulance response times for 
emergencies should meet the needs of patients throughout the province. The 
Ministry responded that, in conjunction with municipalities, it will review 
standards including response times, and make recommendations if changes are 
required. To assist municipalities in determining whether response time 
requirements are being met, the Ministry has conducted a comprehensive review 
of response times and is now providing municipalities with access to statistical 
data. 


Committee Hearings 


Response Standards Review 

The Ministry explained that the Ambulance Act establishes operational standards 
in such areas as patient care, vehicles, equipment, and certification.*’ The current 
response time is not to be of a longer duration than the 90th percentile response 
time standard for priority 4 emergency calls set by the operator who provided land 
ambulance and emergency response service in the area in 1996.°> The Committee 
noted that 1996 response standards have not always been met and that the 
province has not set a new response time standard for provincial land ambulances 
inthe Ambulance Act.*’ At issue is the need to establish an acceptable standard 
and determine how municipalities will achieve the standard. 


The Committee questioned the Ministry about standards and response times, and 
the fact that some municipalities are not able to meet current response times. The 
Ministry requires that municipalities develop efficiencies, setting methods of 


: . . 40 . . ° 
operating and introducing innovations. Currently service and response times in 
similar jurisdictions are uneven across the province . 


LAISC Standards Subcommittee 
The Ministry and municipalities have agreed to jointly review current standards 
through a LAISC subcommittee." The Ministry confirmed that the municipalities 
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had asked it to consider developing evidence-based standards for ambulance 
response times as part of the subcommittee’s review.” 


The subcommittee’s mandate is as follows:* 


[the LAISC] standards subcommittee will be 
and has been reviewing standards for ambulance 
services across the province . . . not 
individual standards for individual operators; 
they don't exist. It's a standard for ambulance 
services throughout the province. Any change 
that is anticipated with a municipality . . 
would go through that standards committee. 
But in order for a standard to be changed, it 
would require the approval of a standards 
committee of which the Ministry is a a and 
our municipal representatives . 


Each municipality will be required to put forward a plan of how it is prepared to 
meet response time standards.*° Among the issues to be addressed are conflicting 
opinions on how standards should be determined for rural and urban areas; 
appropriateness of standards; and the costs involved in achieving new 
timeframes.* 


The Ministry provided 1999 response time levels for upper tier municipalities and 
districts.** A comprehensive review on standards was completed and the results 
were shared with municipalities in 2000, and it is anticipated that there will be 
projections of municipal response time plans by mid-year 2001.*” The response 
time standards are to be incorporated in individual performance agreements, 
based on established provincial standards.’ At the time of the hearings the 
Ministry was reviewing municipal plans for meeting response times and deciding 
on whether the 1996 standard will be the standard.” 


The Ministry indicated that it intends to meet and then to exceed the 1996 
standards, working in partnership with municipalities.” It was confirmed that 
some municipalities with contracts have voluntarily exceeded the 1996 response 
times. The Ministry explained that changes could be made to improve response 
times, but there are delays, for example, extra vehicles would have to be 
manufactured, and training and hiring of additional paramedics would be 
required. In conclusion, the Ministry indicated that it could take approximately 
18 to 24 months to meet response times.°* 


Committee Recommendations 


LAISC’s Standards Subcommittee 

The LAISC subcommittee initiated a review of standards, including the response 
time standard in the fall of 2000. The Ministry and municipalities have agreed to 
jointly review standards and in turn each municipality will prepare a plan for 
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achieving response times. It is anticipated that the review of response times 
would be completed in the spring of 2001.°° 


The Committee therefore recommends that: 


5. The Ministry of Health and Long-Term Care should report to the 
Standing Committee on Public Accounts on its deliberations on municipal 
response time standards by September 1, 2001, following its consideration 
of LAISC’s subcommittee report on the delivery of land ambulance 
services. This Ministry report should provide a summary of municipal 
plans for achieving standards, accompanied by a comprehensive account 
of shared costs. 


Ministry Monitoring Function 


The Auditor recommended that the Ministry should take corrective action where 
response time standards are not met. Currently, the Ministry is monitoring and 
analysing response times of upper-tier municipalities and designated areas to 
measure how well response standards are being met.”° 


The Committee therefore recommends that: 


6. The Ministry of Health and Long-Term Care should ensure compliance 
with municipal response time standards for all jurisdictions throughout 
the province. The results of the monitoring should be evaluated and 
reported on a regular basis, thereby ensuring public disclosure, and 
providing transparency and accountability. Corrective action should be 
taken immediately in cases of non-compliance. 


2.2.2. Dispatch Response Times 


Dispatch call-taker and dispatcher response times for code 4 calls were 
established in regulations under the Ambulance Act. Although the Ministry was 
aware that the dispatch response time requirements were generally not being met, 
the Auditor saw minimal evidence of corrective action being taken. Effective 
May 1, 2000, new regulations under the Ambulance Act no longer specify 
response time requirements for dispatch. 


The Provincial Auditor recommended that steps should be taken by the Ministry 
to better meet the needs of patients, by establishing/monitoring dispatch response 
times and taking corrective action. In response, the Ministry indicated that 
dispatch standards are to be incorporated in each performance agreement between 
a dispatch centre and the Ministry. Adherence will be monitored and corrective 
action taken. Also, a review of the Priority Card Index is ongoing and a new 
computer-aided dispatch system will be implemented over the next four years. 


Committee Hearings 


The Ministry indicated that new resources, including training and technical staff, 


are planned for each dispatch centre to assist with standards and a new computer- 
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aided dispatch system will be implemented over the next few years. Central 
ambulance communications centre reviews, with field offices monitoring 
performance and reporting findings, will commence early in 2001 27 A decision 
has not been made on changing dispatch governance; therefore, the Ministry is 
still responsible for the dispatch system.” 


The Committee enquired about a single standard for ambulance dispatch response 
times across the province.’ The Ministry explained that the province decided 
that standards would be addressed within performance agreements, which are 

60 ; 
signed by dispatch centres, and consistent for all dispatch centres.”” There is to be 
a single standard incorporated in each performance agreement planned for 
implementation early in 2001.°' 


New Dispatch Protocol (2001) 

In March 2001, following the Committee’s hearings, the Ministry announced a 
new dispatch protocol as part of its new Patient Priority System. It is comprised 
of the following steps: 


e the person in distress calls the ambulance dispatch centre; 
e an ambulance dispatcher sends an ambulance; 
* aparamedic radios in the Canadian Triage Acuity System™ (CTAS) level; 


e an ambulance dispatcher reviews the CritiCall screen and sends an ambulance 
to the CTAS level 1/nearest hospital, or CTAS level 2-5/nearest appropriate 
hospital; and 


e an ambulance dispatcher advises the hospital emergency room that a CTAS 
level (1-5) will arrive at an estimated time. 


Committee Recommendation 


The Committee acknowledged that the Ministry is taking several initiatives to 
address dispatch response times, through the dispatch centre performance 
agreements, the review of the Priority Card Index, a new computer-aided dispatch 
system, and recently the Patient Priority System. The Ministry’s initiatives 
indicate a commitment to resolve this problem; however, the implementation and 
practical integration will have to be evaluated. Such a review could be integrated 
with the CACC reviews, to commence in early in 2001. 


The Committee therefore recommends that: 
7. The Ministry of Health and Long-Term Care should conduct a review of 


dispatch protocol initiatives to determine their level of success and take 
any corrective action required. 


1d 





2.2.3 Redirect Consideration and Critical Care Bypass 


In municipalities with more than one hospital emergency department, a hospital 
may instruct CACCs to redirect non-critical patients (Redirect 
Consideration/RDC) or notify the CACC that it is unsafe for the hospital to accept 
any new ambulance patients (Critical Care Bypass/CCB). The Provincial Auditor 
was informed by the Ministry that it had not analysed the impact of RDC and 
CCB. In 1998 the Emergency Services Working Group reported that hospitals 
were requesting redirect consideration and critical care bypass at different 
occupancy levels and for different reasons and that there were no standard, 
monitored criteria. 


The Provincial Auditor recommended that the Ministry should analyse the impact 
of redirect consideration and critical care bypass on ambulance services, including 
response times for subsequent patients, and, where necessary, take appropriate 
corrective action. The Ministry indicated that it had addressed the impact upon 
the Toronto Ambulance Service through a ten-point plan implemented in 1999 
and that components of the plan were being considered for implementation in 
other areas of the province where RDC and CCB are extensively utilized. A new 
working group was set up by the Ministry to review RDC and CCB, including the 
impact on ambulance services. 


Committee Hearings 


10 Point Emergency Services Plan (1999) 


The Ministry developed the follow-up emergency services strategy, which 
included a review of RDC/CCB, introduced in 1989, to determine if it was 
serving its original purpose of dealing with extraordinary events (e.g., hospital 
internal disaster). The Ministry acknowledged that over time and with increased 
use, RDC/CCB lost its value as a means of quick communication between the 
ambulance dispatcher and the hospital emergency department. . 


In 1999 the Ministry introduced its 10 Point Puen Services Plan, which 
provided additional resources to the system.” The Ministry explained the 
following features of the plan: ae 


. flex beds provided in Toronto and the greater Toronto area (flex beds are 
available for a four-month period during the year, subject to demand); 
additional beds in Toronto and the GTA, and flex beds across the province;°” 


. additional discharge planners to expedite the process; 

four regional network co-ordinators working with service providers to solve 
local problems sd 

a provincial emergency services co-ordinator for the management of province- 
wide issues; 

additional interim long-term-care bed complement for Toronto to release 
acute care space; and 
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- additional assistance on a pilot project basis to test dedicated ambulances for 
critical care transport between facilities and additional support in the 
ambulance dispatch centre to negotiate the service levels with hospitals.’° 


The Committee enquired about the impact of the Ministry’s 10 point plan, and 
suggested that hospitals in the GTA have increasingly used RDC/CCB based on 
the findings of the Ontario Hospital Association’s 2000 report, A Matter of 
Hospital Resources: An Emergency Care Action Plan." 


Patient Priority System Initiative (2001) 

During the hearings the Committee requested clarification on the timelines for the 
implementation of changes recommended from the consultations by the RDC and 
CCB Working Group. In March 2001, following the hearings, the Ministry of 
Health and Long-Term Care announced the introduction of the Patient Priority 
System, to provide a new communications system between ambulances and 
hospitals. 


In April 2001, the Ministry provided the Committee with the following 
supplementary information on this system: 


On March 19, 2001, the Minister of Health and Long-Term Care 
announced the new Patient Priority System (PPS) which will help ensure 
that every patient goes to the nearest and most appropriate hospital. The 
Minister accepted the recommendations of emergency services experts to 
implement a new communications system between ambulances and 
hospitals. 


The PPS will standardize communication among ambulances, dispatch, 
and hospital emergency departments. Using the Canadian Triage and 
Acuity Scale (CTAS), paramedics, ambulance dispatch and hospital 
emergency department personnel will now use the same language to 
describe the needs of emergency patients. The CTAS is already in use 
within Ontario emergency rooms. The RDC/CCB system will be phased 
out as paramedics and dispatch staff are trained in the new system. 


Paramedic training in the new PPS system will start immediately in the 
Greater Toronto area, Simcoe County, and Hamilton with other 
communities to follow through the spring and summer, 2001. Every 
paramedic in Ontario will be trained in PPS by mid-September [2001]. 


A Ministry Press Release, entitled “New system recommended for ambulances 
and hospitals”, contained a Backgrounder on the Patient Priority System, that 
listed the benefits of this system: 


Redirect Consideration and Critical Care Bypass 
will be eliminated. Using Canadian Triage and 
Acuity Scale (CTAS), critically ill patients will 
always go to the nearest, most appropriate 
hospital; 
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improved tracking of ambulances using 
CritiCall screens will promote better distribution 
of ambulances across the system; 


more exact information (i.e. CTAS) about 
patient needs will be shared by pre-hospital and 
hospital staff to improve decision-making about 
what level of care is needed; 


streamlined communication between 
paramedics, ambulance dispatch and emergency 
departments as all will be using CTAS; 

better use of resources in emergency 
departments as information on their specific 
pressures is shared; and 


patients travelling by ambulance will be taken to 
the best place to treat them. For example, using 
CTAS, if you are critically ill, you will be taken 
to the nearest hospital. However, if you have 
broken your leg, you would be taken to the 
nearest hospital with an orthopaedic unit.’ 


Committee Recommendation 


The Committee considered the impact of hospital restructuring on emergency 
departments in the GTA, the capacity issue, and the number of hours that 
hospitals in the GTA have been on RDC/CCB.” The Ministry indicated that the 
overall capacity in the system has been increased to accommodate the demand, 
although it acknowledged that confusion resulted during the transition period with 
the introduction of new services and the rationalisation process.” The Ministry 
confirmed that these problems would be addressed.” 


In addition to the Patient Priority System, the Committee noted other Ministry 
initiatives such as the commitment of an additional 4,500 new long-term-care 
beds by December 2001 1° The time lag over the delivery of these beds and 
emergency department expansions, was acknowledged by the Ministry. 


The Ministry responded to the Provincial Auditor's recommendation to analyse 
the impact of redirect consideration and critical care bypass on ambulance . 
services, including response times for subsequent patients, with the introduction 
of the Patient Priority System. The Committee is of the opinion that this system 
requires a comprehensive review to determine whether it has adequately resolved 


the problems experienced with Redirect Consideration and Critical Care Bypass. 


The Committee therefore recommends that: 


8. The Ministry of Health and Long-Term Care should complete a report on 
emergency room activity which includes, but is not limited to, the 


following: 
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-  areview of the Patient Priority System at the end of the initial year of 
operation to determine whether the problems experienced under the 
Redirect Consideration and Critical Care Bypass model have been 
resolved; and 


-  areport on the status of Redirect Consideration/Critical Care Bypass 
usage during 1999/2000 and 2000/2001 on or before December 1, 2001. 


The report should also ensure full public disclosure of this information, 
thereby providing transparency and accountability. 


2.3 Dispatch Priority 


An effective dispatch protocol enables call takers and dispatchers to rapidly 
identify patient problems, assign priority codes, select an ambulance to respond 
and provide instructions to callers. When a call is received at a CACC, the call 
taker uses a dispatch protocol (Dispatch Priority Card Index) to obtain critical 
information needed to assess patient priority. To improve the effectiveness, 
efficiency, and outcome accuracy of this index, the Ministry established a 
working group in 2000. 


The Provincial Auditor recommended that the Ministry should ensure that central 
ambulance communication centres appropriately assess and prioritize each 
patient’s needs. The Ministry responded that the new dispatch training co- 
ordinators will assist with the prioritization of calls. Also, a technical group is 
reviewing the Dispatch Priority Index Standard and a new computer-aided 
dispatch system will be implemented over the next four years. 


Committee Hearings 


The Committee considered the Auditor’s observations in this section in 
conjunction with a previous section entitled Dispatch Response Times. The 
Ministry’s initiatives have addressed these related subject areas. 


The Ministry has undertaken initiatives with new dispatch training co-ordinators, 
a review of the Dispatch Priority Index Standard by the technical working group, 
and long-term plans for a new computer-aided dispatch system.’® At issue is the 
nature of the communication between the ambulance service and the dispatch 
centres, and the emergency department. The objective is to provide an accurate 
picture of activity in the emergency departments and throughout the system in 
setting dispatch priorities.” 


Effective dispatch protocol is dependent upon the technical group’s review of the 
Dispatch Priority Index Standard and the new computer-aided dispatch system. 
Additional dispatch training co-ordinators are to assist with the refinement in call 
priorities and the Patient Priority System was being finalized at the time of the 
hearings. 
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Committee Recommendation 


The Provincial Auditor noted the importance of ensuring that CACCs 
appropriately assess and prioritize patient needs. The Committee concluded that 
the Ministry’s initiatives to increase the staff complement of dispatch training co- 
ordinators, the review of the Dispatch Priority Index Standard, and introduce a 
computer-aided dispatch are substantial. 


The Committee has concluded that the Ministry’s initiatives require review to 
determine whether central ambulance communication centres are effectively 
managing dispatch protocol. 


The Committee therefore recommends that: 


9. The Ministry of Health and Long-Term Care should assess whether 
central ambulance communication centres properly assess and prioritize 
patients’ needs. These reviews should be conducted after the Ministry’s 
initiatives have been operational for one year. 


2.4 Performance Monitoring 
2.4.1 Service Reviews - Ambulance Operator 


In 1993, the Ministry initiated a process for reviewing operational and 
administrative activities of ambulance operators. Approximately 60% of the 
Ministry’s follow-up visits that were reviewed by the Auditor’s office did not 
ensure that all previously identified problems were corrected. 


Ministry policy states that, if noted deficiencies cannot be satisfactorily resolved, 
the Ministry's investigations unit may be called, and punitive action may follow. 
However, there were no criteria identifying when an operator should be referred 
to the investigations unit or when an operator's licence should be revoked. 
Effective May 1, 2000, regulations under the Ambulance Act require that all 
ambulance operators be certified at least once every three years. The certification 
process replaces the service review and licensing process. 


The Provincial Auditor recommended that the Ministry should ensure that 
ambulance operators meet Ministry requirements by, for example, conducting 
certification reviews without advance notice, having co-ordinated follow-ups of 
all deficiencies, and clarifying the timing of a formal investigation and revocation 


of a certificate. 


The Ministry responded that it is institutionalising an inspection process based 
upon random inspections without notice and that deficiencies will be addressed. 
In cases where there is substantial evidence that requirements are not being met, a 
formal investigation will be conducted and certificates will be revoked where a 
contravention of the Ambulance Act standards has occurred. 
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Committee Hearings 


The Ministry explained that ambulance services are licensed and that delivery has 
been consistent in the private sector and hospital-based ambulance services. 
Licensed operators have standardized ambulances and equipment, and provincial 
funding has been provided for the management and care of ambulance services.*” 


Operator Inspections and Certification 

The certification process is to be completed for all new operators by June 1, 2001, 
and ongoing operator reviews are scheduled to ensure that each station and 
service will be reviewed by December 31, 2002. The Ministry is introducing an 
inspection program based on random inspections without the notification of 
operators.® 


Follow-up visits are conducted for each applicant where a breach of one or more 
certification criteria is found and the failure to meet these criteria will result in an 
applicant or operator being denied certification to operate a service.*” A database 
has been developed.®? 


Committee Recommendation 


The Ministry has undertaken to ensure that ambulance operators comply with 
Ministry requirements, such as certification reviews. The Committee has 
concluded that the standardized service reviews, using a prescribed review format, 
will help to ensure compliance with operator standards and that in cases of non- 
compliance, corrective measures will be taken. 


The Committee therefore recommends that: 


10. The Ministry of Health and Long-Term Care should monitor the 
operational and administrative performance of ambulance operators on a 
regular basis, incorporating service reviews. The monitoring process 
should include the documentation of cases of non-compliance, and the 
identification of follow-up procedures to rectify problems. 


2.4.2 Service Reviews - Central Ambulance Communication Centre and 
Base Hospital 


CACCs and base hospitals were to be reviewed once every three years; however, 
the Provincial Auditor noted that they have not been reviewed on a regular basis. 
Effective January 2001, regulations under the Ambulance Act require 
communication-dispatch services not operated by the Ministry and base hospitals 
to enter into an agreement with the Ministry for the provision of services. The 
Auditor was advised that the Ministry-run CACCs will be subject to similar 
performance requirements. 


The Auditor recommended that to help ensure that emergency patient needs are 
effectively and consistently addressed, the Ministry should review CACCs and 
base hospitals, and resolve any deficiencies on a timely basis. In response, the 
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Ministry indicated that it will develop schedules to ensure that operational 
reviews are conducted within reasonable time frames. In addition, continual 
review of central ambulance communication centres will take place through field 
offices and inspections. Identified deficiencies are discussed with the 
operators/managers and corrective action plans are developed, and corrective 
action is to be monitored. 


Committee Hearings 


The Ministry confirmed that it will develop schedules to ensure that operational 
reviews are conducted within reasonable time frames and that the review of 
communications centres will be conducted in 2001. Base hospital reviews are 
scheduled for completion over a three-year period, with nine reviews planned for 
2001. 


Committee Recommendation 


The Ministry reiterated its commitment to schedule operational reviews and 
checks on the CACCs, and to take corrective action. The Committee concluded 
that follow-up procedures are required to ensure that operational reviews are 
made and corrective actions completed. 


The Committee therefore recommends that: 


11. The Ministry of Health and Long-Term Care should document the 
findings and the timing of its operational reviews of CACCs and the base 
hospitals to ensure timely checks, reporting and corrective action. 


2.4.3 Complaints 


Complaints received by the Ministry's investigations unit are logged and assigned 
to an investigator. The Auditor found that investigations were generally 
completed on a timely basis; however, while files indicated that investigations 
were generally thorough, certain key information was not consistently tracked in 


the complaint log. 


The Provincial Auditor recommended that the Ministry should be able to assess 
whether complaints are satisfactorily resolved. The Ministry indicated that a 
process for investigating complaints received by, or referred to, another 
jurisdiction relating to land ambulances has now been developed for presentation 
to the Land Ambulance Implementation Steering Committee and that follow-ups 


will be completed and documented. 


Committee Hearings 


The process for investigating complaints was presented to LAISC in December 
9000. The Ministry reviews all complaints and in cases with substantial evidence 
of non-compliance on the part of Emergency Health Services, a formal 
investigation 1s conducted. Complaints and investigative findings are to be 
reviewed with field offices on an ongoing basis. 
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Committee Recommendation 


The Committee acknowledged that complaints are reviewed and in certain cases 
formally investigated. The Committee has concluded that the investigation 
process requires a regular assessment to determine whether the review process is 
in conformity with standard Ministry practices and procedures. 


The Committee therefore recommends that: 


12. The Ministry of Health and Long-Term Care should conduct regular 
assessments of the complaint investigation process to determine whether 
cases have been properly managed and are in compliance with 
established Ministry practices and procedures. Corrective actions should 
be taken by the Ministry, as necessary. 


3. AiR AMBULANCE PROGRAM 


3.1 Response Times 


Air ambulances are primarily dispatched through a central air dispatch centre. At 
the centre the call-taker determines whether the call is an emergency and transfers 
it to the appropriate dispatcher. The Auditor noted that there were no response 
time standards for either the call-taker to transfer the call to the dispatcher or for 
the dispatcher to contact the air carrier. Response time requirements were 
included in each air carrier's contract; however, there were no penalties if 
response times were not met. 


The Provincial Auditor recommended that several steps should be taken to help 
ensure that air ambulance dispatch and response times meet the needs of patients. 
The Ministry should develop, track and monitor air ambulance dispatch response 
time standards; track and monitor contracted air carrier response times and take 
corrective action when necessary; and ensure that air carrier contracts contain 
appropriate penalties for not meeting required response times. 


The Emergency Health Services Branch has implemented an incident-reporting 
requirement with all carriers when response times exceed contract requirements. 
The Branch will more closely monitor compliance by air carriers with response 
time requirements and it will meet with carriers to consider possible changes to 
agreements related to response times. 


Committee Hearings 


The Ministry’s response time standard is 10 minutes from the time that an 
ambulance is notified, to the actual time of preparedness to receive air traffic 
control clearance.*® This standard is subject to intervening factors, and is 
dependent on weather, variable departure approval times from the air traffic 
control, and time needed to assemble equipment and/or wait for medical staff. 
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Committee Recommendation 


The Committee acknowledged the seriousness of enforcing response time 
standards through the Emergency Health Services Branch. The Branch has 
introduced improvements such as the incident-reporting requirement and 
monitoring initiatives. The Committee has concluded that the contracts must be 
monitored and penalties applied in cases of non-compliance. 


The Committee therefore recommends that: 


13. The Ministry of Health and Long-Term Care’s Emergency Health 
Services Branch initiated incident-reporting process should include such 
items as response times exceeding contract requirements, penalties in 
cases of non-compliance, and the steps taken to rectify such matters. 


3.2 Outsourcing Air Ambulance Services 


The decision to contract-out air ambulance services had not been made at the 
time of the hearings. However, the Committee questioned the Ministry on the 
rationale for considering the outsourcing of these services, given the concern on 
the part of some Members that the service levels may be compromised, thereby 
placing patients at risk.®’ The Ministry pointed out that it has been a long-term 
practice to use private sector air ambulances and that the possible expansion of 
these services would affect approximately 36 public sector employees and three 
administrative personnel.** Under another scenario, the province may privatize 
45 positions for a total staff of 220. 


The Ministry evaluation of the bids was to occur in February 2001 and the 
documentation would then be sent to Management Board for the final decision.” 
The Ministry indicated that it is considering several factors in its decision, 
including for example, the overall cost, service delivery and operational 
effectiveness.” Private operators have been providing air ambulance services in 
recent years and the level of service under these contracts was reported by the 
Ministry to be excellent.” 


3.2.1 Air Ambulance Requests for Proposals (2000) 


The Committee considered aspects of two Ministry requests for proposals (RFP) 
for air ambulances; namely, the Critical Care Transport-Rotary Wing/RFP # 
2000-36, and Critical Care Transport-Fixed Wing/RFP # 2000-39, both dated 
October 10, 2000. The Ministry asked the prospective bidders to respond to two 


options: the provision of services with paramedical staff/aviation staff and 
aircraft, and with the exclusion of the paramedical staff. 


Reduction in Fees 


The Committee wanted assurance that private operators would provide the 
required paramedical staff on air ambulances. At issue was whether private sector 
providers could operate without the full medical staff complement, provided that 
they pay a penalty.” The section entitled “Flight Paramedics”, Schedule-“P” of 
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RFP # 2000-39, which refers to flight paramedic staffing and reductions in 
paramedic staffing, was considered by the Committee. 


The Ministry confirmed that it would not allow a patient on board an air 
ambulance without the appropriate care."* The Ministry is responsible for 
dispatching air ambulances and it confirmed that current staffing practices would 
not be compromised. 


There are only certain circumstances in which an air ambulance could depart with 
only one paramedic on board: 


e the air-based hospital deemed it to be medically acceptable to send one 
paramedic; or 


« the flight paramedic is accompanied by a neonatal transport team; or 


« the flight paramedic is accompanied by a medical team consisting of a doctor, 
and a nurse or respiratory technologist. 


Air ambulances may operate without paramedics only for the emergency transport 
of blood or human organs and tissues. 


In conclusion, it is the Committee’s understanding that any provision for a 
reduction in fees in an agreement with a service provider would occur only in 
circumstances when medical staff are not required on board. 


Committee Recommendation 


The Committee has concluded that the Ministry’s agreements with service 
providers must establish essential requirements for medical personnel on air 
ambulances when transporting a patient. 


The Committee therefore recommends that: 


14. The Ministry of Health and Long-Term Care should ensure that the 
contract agreements with air ambulance operators specify that the 
essential medical staff complement must be on board when transporting a 
patient. 


4. LiST OF COMMITTEE RECOMMENDATIONS 


1. The Ministry of Health and Long-Term Care’s assessment of the realignment 
of land ambulance services should include such matters as the maintenance of 
standards, the financial impact for municipalities and the province, and a 
determination whether this initiative is providing seamless, accessible, 
accountable, integrated and responsive services. The Committee should be 
provided with a copy of this assessment. 


2. In conjunction with the impact assessment (July 2001), outstanding matters 
should be addressed by the Ministry of Health and Long-Term Care, and 
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timelines for corrective measures and resource requirements should be 
established. 


The Ministry of Health and Long-Term Care should establish provincial 
standards governing dispatch practices and procedures to ensure seamless land 
ambulance services within and between municipalities. Furthermore, 
provincial standards should be established governing the implementation of 
these procedures and an Emergency Health Services cost-sharing formula 
should be developed for cases involving two or more municipalities. 


The Ministry of Health and Long-Term Care should determine the immediate 
and long-term municipal costs associated with providing Emergency Health 
Services, and undertake to ensure that provincial funding is reasonable and 
equitable. The Ministry’s calculations on overall costs and provincial funding 
should be submitted to the Clerk, Standing Committee on Public Accounts by 
September 1, 2001. 


The Ministry of Health and Long-Term Care should report to the Standing 
Committee on Public Accounts on its deliberations on municipal response 
time standards by September 1, 2001, following its consideration of LAISC’s 
subcommittee report on the delivery of land ambulance services. This 
Ministry report should provide a summary of municipal plans for achieving 
standards, accompanied by a comprehensive account of shared costs. 


The Ministry of Health and Long-Term Care should ensure compliance with 
municipal response time standards for all jurisdictions throughout the 
province. The results of the monitoring should be evaluated and reported on a 
regular basis,thereby ensuring public disclosure, and providing transparency 
and accountability. Corrective action should be taken immediately in cases of 
non-compliance. 

The Ministry of Health and Long-Term Care should conduct a review of 
dispatch protocol initiatives to determine their level of success and take any 
corrective action required. 


_ The Ministry of Health and Long-Term Care should complete a report on 
emergency room activity which includes, but is not limited to, the following: 


a review of the Patient Priority System at the end of the initial year of 
operation to determine whether the problems experienced under the 
Redirect Consideration and Critical Care Bypass model have been 
resolved; and 

a report on the status of Redirect Consideration/Critical Care Bypass usage 
during 1999/2000 and 2000/2001 on or before December 1, 2001. 


The report should also ensure full public disclosure of this information, 
thereby providing transparency and accountability. 


The Ministry of Health and Long-Term Care should assess whether central 
ambulance communication centres properly assess and prioritize patients’ 
needs. These reviews should be conducted after the Ministry’s initiatives 


have been operational for one year. 
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14. 


The Ministry of Health and Long-Term Care should monitor the operational 
and administrative performance of ambulance operators on a regular basis, 
incorporating service reviews. The monitoring process should include the 
documentation of cases of non-compliance, and the identification of follow-up 
procedures to rectify problems. 


The Ministry of Health and Long-Term Care should document the findings 
and the timing of its operational reviews of CACCs and the base hospitals to 
ensure timely checks, reporting and corrective action. 


The Ministry of Health and Long-Term Care should conduct regular 
assessments of the complaint investigation process to determine whether cases 
have been properly managed and are in compliance with established Ministry 
practices and procedures. Corrective actions should be taken by the Ministry, 
as necessary. 


The Ministry of Health and Long-Term Care’s Emergency Health Services 
Branch initiated incident-reporting process should include such items as 
response times exceeding contract requirements, penalties in cases of non- 
compliance, and the steps taken to rectify such matters. 


The Ministry of Health and Long-Term Care should ensure that the contract 
agreements with air ambulance operators specify that the essential medical 
staff complement must be on board when transporting a patient. 
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